
9Create a
Communications
Strategy
What 
An EMS should define the process for proactive
internal and external communication. Internal
communication should provide information
about environmental requirements and voluntary
commitments to all employees, on-site service
providers, and contractors whose work could
affect your ability to meet those requirements
and commitments. External communication
should provide information on your environmen-
tal programs and accomplishments to other
stakeholders and include a way to provide feed-
back. Stakeholders include anyone who has a
stake in your facility’s environmental performance.

Who
Communications are handled by the CFT member
representing the affected area, in coordination
with the EMR. Communication of changes to
legal and other requirements to employees are
handled by the Area or Department Manager. 

Appoint a community liaison (for example, the
facility manager, supervisor, production supervi-
sor, health, safety and security manager or the
EMR) to manage external communications con-
cerning the environmental aspects of your facili-
ty. The community liaison is responsible for: 

■ Responding to inquiries from interested parties
and regulatory agencies;

■ Sending current copies of the environmental
policy to interested parties; and 

■ Responding to media inquiries.

The EMR, in consultation with the community liai-
son, determines the need for and preparation of
notifications to regulatory agencies on an as
needed basis.

See Sample Form 8: Communications Program
Matrix, below, for guidance on effective communi-
cations for employees, neighbors, and customers.
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Why 
Internal and external stakeholders can play an
important role in developing the facility’s EMS.
Employees can provide strong support for EMS
development. Customers, suppliers, and neigh-
bors also can provide useful contributions.
Partnerships with trade associations, suppliers,
professional associations, and universities can
also help develop your EMS.

Your stakeholders’ concerns may be very differ-
ent from what you expect and may be less diffi-
cult to resolve than you think. The only way to
find out is to talk with them.

How
Discuss the stakeholders you want to include in
your EMS process, the benefits of including
stakeholders, and tips for better communication
with stakeholders. While employee involvement
is critical to your EMS’ success, the inclusion of
other stakeholders is up to you. You may want to
start by communicating with stakeholders who
have expressed interest in your facility. To locate
additional stakeholders, follow the steps below:

■ Ask your employees, including facility man-
agers and public relations personnel;

■ Get suggestions from local officials;

■ Ask a local planning agency; and/or

■ Get input from national advocacy groups
regarding local or national groups.

Create a list of everyone who would be interested
in your facility’s environmental activities and how
you can reach them (if you already have estab-
lished ways of communicating with certain
groups, start with those). Then make a decision
about where to begin. You can start with staff and
later add other stakeholders, if that suits your
needs. It’s helpful to make your communication
list as complete as possible and then pare it down
to a manageable size. 

When any form of communication is received
from a stakeholder about your facility’s environ-
mental performance, ensure that the message is
immediately forwarded to your EMR. The EMR
decides whether and how to respond to the com-
munication. Do your best to respond in kind to all
good-faith communications from stakeholders
about environmental issues, including com-
plaints, comments, and information requests.

24 Guide to Developing an EMS for Metal Finishing Facilities


